Daftar Pustaka

JURNAL

Agnes, T. H. Widayu Estiningsih (2011). Pengaruh Customer Relationship
Management terhadap Loyalitas Ibu Hamil pada Pelayanan Persalinan
(Studi di RS Hermina Tangkubanprahu Malang). Jurnal Aplikasi
Management, VVol. 11 no. 2 p. 281.

Aimin, Wang and Shunxi, Li,”A Model of Value Chain Management Based on
Customer Relationship Management”, School of Management, Wuhan

University of Technology

Alipour, Mohammad Hallaj Mohammadi Mehrdad (2011),”The Effect Of

Customer Relationship

Al-Momani, N. A. Kaled (2010). The Relationship between E- Service Quality and
Ease of Use On Customer Relationship Management (CRM) Performance:
An Empirical Investigation In Jordan Mobile Phone Services. Journal of

Internet Banking and Commerce, Vol. 15 no.1.

Carissa, Anatasha Onna dan  Fauzi, Achmad, dan Kumadji,
Srikandi,”PENERAPAN CUSTOMER RELATIONSHIP MANAGEMENT
(CRM) SEBAGAI UPAYA UNTUK MENINGKATKAN LOYALITAS
PELANGGAN (Studi Kasus pada Bandung Sport Distro Malang)”.

Ersi, Dzikiryati Yuni dan Semuel, Hatane (2014),”ANALY SIS CRM, KEPUASAN
PELANGGAN DAN LOYALITAS PRODUK UKM BERBASIS BAHAN
BAKU TERIGU DI JAWA TIMUR?”, Jurnal Manajemen Pemasaran, Vol. 8
No. 1.

Greenberg, P. (2010). CRM at the Speed of Light: Social CRM strategies, Tool, and
Techniques for Engaging Your Customer. New York: McGraw-Hill.



Gumilang, D. E., & Widodo, T. (2016). Anteseden Loyalitas Perilaku (studi Kasus
Pada Pengguna Layanan Internet Di Kota Bandung). eProceedings of

Management, 3(3).

Herawaty, S. R. (2016). Pengaruh Loyalty Program Samsung Galaxy Gift Terhadap
Loyalitas Pengguna.

Imasari, K. K. Kartika (2011). Pengaruh Customer Relationship Management
(CRM) Terhadap Loyalitas Pelanggan pada PT BCA Tbk. Fokus Ekonomi,
Vol. 10 no. 3 p. 183-192.

Khudri, M. M., & Sultana, S. (2015). Determinants of service quality and impact
of service quality and consumer characteristics on channel selection.
British Food Journal, 117(8), 2078-2097. https://doi.org/10.1108/BFJ-12-
2014-0431

Management (CRM) On Achieving Competitive Advantage Of Manufacturing

Tractor”,Global Journal of Management and Business Research,Vol 11 Iss

5.

Mohammed, Abdul Alem and Rashid, Basri bin (2012),” Customer Relationship
Management (CRM) in Hotel Industry: A framework Proposal on the
Relationship among CRM Dimensions, Marketing Capabilities and Hotel
Performance”, International Review of Management and Marketing, Vol. 2

No. 4, pp.220-230

Ningsih, Nina Wachyu dan Suharyono, Edy Yulianto,”PENGARUH CUSTOMER
RELATIONSHIP MANAGEMENT (CRM) TERHADAP KEPUASAN DAN
LOYALITAS PELANGGAN (Survei pada Pelanggan PT Astra
Internasional, Tbk-TSO AUTO2000 Cabang Denpasar)”

Prasetyo, S., & Widodo, T. W. (2017). Anteseden Kepercayaan Pengguna Pada
Penawaran Ecommerce Dan Konsekuensinya Terhadap Niat Beli (studi
Pengguna E-commerce Provinsi Dki Jakarta). eProceedings of

Management, 4(2).



Rimiyati, C. W. Hasnah (2014). Pengaruh Citra Merek, Kualitas Produk, Kepuasan
Konsumen Terhadap Loyalitas Konsumen Merek Samsung Galaxy Series
(Studi pada Mahasiswa Universitas Muhammadiyah Yogyakarta). Jurnal

Management & Bisnis, Vol. 5 no. 2.

Shara, P. V., & Widodo, T. (2018). Penerapan Model Unified Theory Of
Acceptance And Use Of Technology (UTAUT) Untuk Menganalisis Minat
Pengguna Smartphone Di Kota Bandung. SOSIOHUMANITAS, 20(1).

Soliman, Dr. Hisham Sayed (2011) ,”Customer Relationship Management and Its
Relationship to the Marketing Performance”,International Journal of

Business and Social Science, Vol 2 No 10

Sutrisno, Prof. Dr. Hj. Ida Aju Brahmasari, Drg. Dipl., DHE., MPA., Dr. Hotman
Panjaitan, M.T., M.M.(2016), “The Influence of Service Quality, and
Customer Relationship Management (CRM) Of Patient Satisfaction, Brand
Image, Trust, and Patient Loyalty on Indonesian National Army Level Il
Hospitals™, International Journal of Business and Management Invention,
Vol 5 Iss 5, PP 30-44

Tawinunt, K., Phimonsathien, T., & Fongsuwan, W. (t.t.). SERVICE QUALITY
AND CUSTOMER RELATIONSHIP MANAGEMENT AFFECTING
CUSTOMER RETENTION OF LONG- STAY TRAVELERS IN THE
THAI TOURISM INDUSTRY: A SEM APPROACH, 20.

INTERNET
Berita Permasalahan Perusahaan. (n.d.). Retrieved from tekno.kompas.com:

https://tekno.kompas.com/read/2016/10/12/11320007/stop.galaxy.note.7.b

erapa.besar.kerugian.samsung


https://tekno.kompas.com/read/2016/10/12/11320007/stop.galaxy.note.7.berapa.besar.kerugian.samsung
https://tekno.kompas.com/read/2016/10/12/11320007/stop.galaxy.note.7.berapa.besar.kerugian.samsung

Berita Permasalahan Perusahaan. (n.d.). Retrieved from hardwarezone.co.id:

https://www.hardwarezone.co.id/tech-news-kepercayaan-konsumen-

samsung-turun-setelah-penarikan-galaxy-note7

Visi Misi Perusahaan. (n.d.). Retrieved from Samsung.com:

http://www.samsung.com/id/aboutsamsung/vision/vision2020/

Sejarah Perusahaan. (n.d.). Retrieved from Wikipedia.org:

https://id.wikipedia.org/wiki/Samsung_Electronics


https://www.hardwarezone.co.id/tech-news-kepercayaan-konsumen-samsung-turun-setelah-penarikan-galaxy-note7
https://www.hardwarezone.co.id/tech-news-kepercayaan-konsumen-samsung-turun-setelah-penarikan-galaxy-note7
http://www.samsung.com/id/aboutsamsung/vision/vision2020/
https://id.wikipedia.org/wiki/Samsung_Electronics

